FFY 2015 Attachment 4.11(a) — Results of Comprehensive Statewide Assessment of
the Rehabilitation Needs of Individuals with Disabilities and Need to Establish,
Develop, or Improve Community Rehabilitation Programs

Introduction

The last comprehensive statewide needs assessment (CSNA) conducted by Washington
State Department of Social and Health Services/Division of Vocational Rehabilitation
(DSHS/DVR) was in FFY 2009 and updated in 2010. In FFY 2012, DSHS/DVR provided an
assurance to conduct a comprehensive statewide needs assessment during FFY 2013
which is reflected within this attachment. This comprehensive assessment was completed in
FEY 2014.

Results of this CSNA have been incorporated throughout DSHS/DVR’s FFY 2014-2015
State Plan-Update, particularly in goals, priorities and strategies for the coming year and
beyond.

DSHS/DVR conducted the CSNA in partnership with the Washington State Rehabilitation
Council (WSRC) and the TACE Northwest and the University of Washington Center for
Continuing Education in Rehabilitation (CCER). DSHS/DVR, WSRC, and CCER have
established a joint CSNA Steering Committee to guide overall implementation of the
statewide assessment and analysis of its results.

Sources Utilized
1. US Census Bureau 2011 American Community Survey (ACS), 1 year estimates

2. US Social Security Administration (SSA) data for 2011
3. Individuals with Disabilities Education Act (IDEA) data for 2011
4. DSHS/DVR case service data for FFY 2011

5. 2011 Customer Satisfaction Survey conducted by the Washington State Rehabilitation
Council (WSRC)

6. WSRC Quarterly Customer Forums
7. DSHS/DVR Monthly Survey of Customers with Closed Cases

8. Public Comments — State Plan
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DEMOGRAPHIC PROFILE
According to the 2011 ACS estimates:

836,500 (12.4%) individuals of all ages with disabilities were residing in Washington State.
Regarding gender, disability was more prevalent for men age 64 and under (15.6%) than for
women age 64 and under (13.0%).

708,900 (20.7%) individuals, of working age people (ages 16 to 64) in Washington State
report having a disability. These working age individuals with disabilities represent the
primary segment of the state population who may qualify for vocational rehabilitation
services.

The prevalence of disability associated with race or ethnicity in Washington State indicate
the highest prevalence of disability in the Native American or Alaskan Native population with
20.6%; followed in descending order by White, 15.1%; Black/African American, 12.3%;
Other, 9.0%; Hispanic, 7.3%; and Asian, 7.1%.

Ambulatory disabilities were the most prevalent at 6.4% of the people with disabilities,
followed by cognitive disability, (5.4%); independent living disability, (5.3%); hearing
disability, (3.9%); self-care disability, (2.6%); and visual disability, (1.9%). Further
examination and analysis are called for to discern more specifically the types of disabilities
and/or conditions described as independent living and self-care disabilities.

163,200 (34.8%) Washingtonians with a disability age 16 — 64 are employed while
2,890,500 (71%) Washingtonians without a disability in the same age group are employed.
In order to close the employment gap between those with a disability and those without a
disability in Washington, an additional 59,242 individuals would need to become employed.
However, further investigation needs to occur to determine whether individuals in this
population have disabilities sufficiently severe to warrant DSHS/DVR services, would like to
utilize the services of DSHS/DVR or are voluntarily out of the work force.

Comparison of DSHS/DVR Case Service Data with the 2011 ACS Data

A comparison of FFY 2011 data demographic characteristics of DSHS/DVR case service
data for cases closed where eligibility was determined with ACS 2011 estimates for
individuals age 16 — 64 with any disability in Washington. In FFY 2011 DSHS/DVR closed
9,744 cases. Comparing this data to ACS data shows that:

Male/Female

The higher proportion of DSHS/DVR cases closed for men than women is consistent with
the higher proportion of men than women reporting a disability statewide. Though
DSHS/DVR closed more men (57.4%) than men reporting a disability statewide (51.3%),
DSHS/DVR closed fewer women with disabilities (42.6%) than women reporting a disability
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statewide (48.7%).

Race/Ethnicity

By race and ethnicity in Washington State, DSHS/DVR served a higher proportion of cases
for all race/ethnicity populations reporting a disability, including Black/African American,
Native American or Alaskan Native, Asian, and Hispanic.

Geographic Locations

ACS does not publish 1-year estimates for small subpopulations by geographic areas;
however a sample of 11 counties were viewed to identify the percentage of individuals with
disabilities within the county compared with the percentage of DSHS/DVR customers served
within that geographic area.

Of the counties that were compared, three revealed significant information for DSHS/DVR
service delivery:

e King County, the largest metropolitan area in the state, comprises 7.8% of the state’s
disability population, yet 24.8% of the DSHS/DVR cases closed were in that county.

e |Island County, a small rural area, comprises 12.4% of the state’s disability population,
yet represented the smallest proportion (.38%) of cases closed in relation to the
entire DSHS/DVR caseload.

e Cowlitz County, a mid-sized rural area, comprises the highest percentage of people
reporting a disability, 20.8%, yet only 3.1% of DSHS/DVR cases were closed in that
county.

DSHS/DVR will conduct further analysis of disability populations by geographic area and
DSHS/DVR customer populations to identify locations where service delivery needs to be
adjusted to more closely reflect the needs of working-age individuals with disabilities.

Youth in Transition

Comparing 2011 ACS 1-year estimates for individuals age 16 — 20 years old with
DSHS/DVR’s cases age 16 — 20 with eligibility, the statewide population consists of 5.7%
youth with disabilities, compared to 14.7% of DSHS/DVR’s cases that were in this age
range.

Under IDEA, Part B, Washington State reported serving 6,843 students age 18 — 21 in 2011
whereas DSHS/DVR closed 1,423 cases with eligibility determined for individuals 18 — 21
years old.

SSI/SSDI Recipients Agel18-64
For the year 2011, estimates for Social Security disability recipients age 18 — 64 in
Washington and in the DSHS/DVR caseload with eligibility determined were compared.

For SSI recipients:
e 2.1% of the Washington State population received SSI
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e 18.5% of DSHS/DVR cases closed received SSI.

For SSDI Recipients:
e 4.1% of the Washington State population received SSDI
e 38.5% of DSHS/DVR cases closed received SSDI

Customer Satisfaction Survey Conducted by the Washington State Rehabilitation
Council (WSRC) — Results

In June 2012 the WSRC published the results of a statewide customer satisfaction
telephone survey. The survey was conducted by the Department of Social and Health
Services Office of Research and Data Analysis and yielded a response rate of 88.4% with a
margin of error +/- 1.67%

The focus of the survey was conducted to determine the opinions of DSHS/DVR customers
in regard to whether:

1. Services were provided in a respectful manner; and
2. Services included in their Individual Plans for Employment were likely to assist them
in becoming employed.

Confirmation of Many Things Done Well

e More than 90% of all survey respondents strongly agree or agree that DSHS/DVR
services were provided in a respectful manner.

e Between 87.9% and 90% of survey respondents currently implementing an Individual
Plan for Employment strongly agree or agree that their counselors want them to
succeed.

e Of those respondents who became employed after receiving services from
DSHS/DVR, 74.6% are working as many hours as they want to work.

e 80.6% of respondents with closed cases affirmed that they are better off financially
than before receiving DSHS/DVR services.

Findings that Merit Further Study or Action

e The primary purpose of DSHS/DVR is to assist jobseekers with disabilities to address
barriers to employment. Given that, it is both curious and concerning that regardless
of whether a survey respondent is currently implementing an Individual Plan for
Employment, or has a closed case (with or without employment), 33-39% strongly
disagree or disagree that DSHS/DVR has helped them work with disability issues that
have prevented them from getting a job.
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e |t was noted that of survey respondents currently implementing an Individual Plan for
Employment, those with a plan open for 961-1400 days are less certain of their next
step than those in plan for 61-420 days.

e Although we do not know how the survey respondents define the term “skill,” it is
notable that between 29.3% and 46.4% of survey respondents strongly disagreed or
disagreed that they by working with DSHS/DVR they were learning skills to get and
keep a job.

e Close to 29% of those who became employed after receiving DSHS/DVR services
responded that they had not retained work

WSRC Recommendations from the Survey

DSHS/DVR is implementing the following WSRC recommendations that emanated from the
Customer Satisfaction Survey:

Addressing Barriers to Employment

1. Assure that VR Counselors are supported by their supervisors and by administration to
take the time to identify and understand the barriers to employment the customer faces.

2. Encourage VR Counselors to provide ongoing assessment (particularly for those with
plans open for extended periods) to identify the disability-specific services and supports
available to address barriers that emerge following plan development.

3. ldentify strategies and implement practices to improve and enhance the continuity of
communication between vocational rehabilitation counselors and customers, particularly
during instances of delay or transitions between vendors or case transfers.

Customer Informed Choice

1. Place greater emphasis on the customer’s role in the vocational rehabilitation process
during intake and orientation. We encourage DSHS/DVR to reinforce that emphasis over
the life of the case.

2. Support staff providing direct service to strengthen community resource information and
referral activities during the life of a plan by developing and updating their knowledge of
the resources other than DSHS/DVR available to customers in local communities.

3. Require VR Counselors to clearly delineate sequential steps in the achievement of the

Individual Plan for Employment. Celebrate/acknowledge movement from one step to the
next.
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Equity of Service Provision

Further research and analyze case notes and authorizations for payment for formal
education and training across the state to determine if there are variances in interpretations
of policies, procedures, and practices between DSHS/DVR offices. Issue clarification and
additional guidance, as needed, based on DSHS/DVR’s research and analysis.
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4,590 72
(1,090 Snohomish Co) (17 Snohomish)
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DSHS/DVR Monthly Survey of Customers with Closed Cases

Each month DSHS/DVR mails a survey to all customers during that month whose case was
Closed-Rehabilitated or Closed-Other, After IPE Commenced. The summary below reflects
a compilation of customer survey responses from FFY 2011 and FFY 2012. During those
two years a total of 9,974 surveys were mailed to customers (5,373, Closed Rehabilitated;
4,601, Closed-Other, After IPE Commenced). The survey response rate was 26.0%, Closed
Rehabilitated, and 19.0%, Closed-Other, After IPE Commenced.

Close Rehabilitated

Over 90.0% of Respondents Strongly Agreed or Agreed with the following:
e | was given enough information to understand how DVR could help me with
employment
DVR Listened to me
DVR answered my questions
DVR understood my problems in getting and keeping a job
DVR treated me with courtesy and respect

Between 80.0% - 89.0% of Respondents Strongly Agreed or Agreed with the following:
e | chose my employment goal
e DVR explained what services were available to me
e DVR returned my phone calls quickly
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| received services in my DVR employment plan quickly enough
| like the work | do

DVR does good work

Overall, DVR helped me

Between 70.0% - 79.0% of Respondents Strongly Agreed or Agreed with the following:
¢ DVR gave me information about other programs that could help me
e | chose where to get services in my DVR employment plan
e If I had complaints or concerns about services, | was satisfied with how DVR
responded
e | use my skills and abilities that are most important to me in my job
e Overall, | am satisfied with my job

Between 60.0% - 69.0% of Respondents Strongly Agreed or Agreed with the following:
e My pay is enough for my basic needs

Between 50.0% - 59.0% of Respondents Strongly Agreed or Agreed with the following:
e | am satisfied with my employee benefits

Closed-Other, After IPE Commenced

Between 70.0% - 79.0% of Respondents Strongly Agreed or Agreed with the following:
| chose my employment goal

e DVR explained what services were available to me

e DVR returned my phone calls

e DVR treated me with courtesy and respect

Between 60.0% - 69.0% of Respondents Strongly Agreed or Agreed with the following:
e | was given enough information to understand how DVR could help me with
employment
e DVR listened to me
¢ DVR answered my questions

Between 50.0% - 59.0% of Respondents Strongly Agreed or Agreed with the following:
¢ DVR gave me information about other programs that could help me
e | chose where to get services in my DVR employment plan
¢ DVR understood my problems in getting and keeping a job
¢ | received services in my DVR employment plan quickly enough

Between 40.0% - 49.0% of Respondents Strongly Agreed or Agreed with the following:

e If I had complaints or concerns about services, | was satisfied with how DVR
responded
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Respondents were asked to select the main reason they stopped DVR services before
achieving an employment outcome. The following lists the number of responses to each
reason.

| found a job on my own = 31

DVR did not have services to meet my needs = 111
It took too long to get the services | needed = 136

| was not satisfied with the services | received = 156
My disability worsened = 217

| decided not to get a job =53

Respondents that indicated they were not satisfied with services were requested to select
the reason for their dissatisfaction. The following lists the number of responses to each
reason.

The location of the DVR Office was not convenient = 29
It took too long to get services = 148

The available services were not what | needed = 106

| did not get along with DVR staff = 56

The services were not helpful = 141

Statewide Public Forum Comments — State Plan (TO BE INSERTED)

CSNA Survey Results = DSHS/DVR Customers, Staff & Collateral Service Providers

Between September 2013 and February 2014 CCER sent online needs assessment surveys
to DSHS/DVR customers, staff, and collateral service providers. A CSNA Steering
Committee comprised of DSHS/DVR, WSRC, and CCER staff developed the survey
guestions. All questions were the same for each survey group. The following summarizes
key results from each group.

Customer Survey

The online survey was distributed to 10,774 current and recently closed DSHS/DVR
customers. A total of 1,552 individuals responded for a response rate of approximately 15.0
percent. This included responses from 1,047 current customers and 505 recently closed
customers.

Customer respondents most frequently identified the following as the services that they
require from DSHS/DVR:

Placement in to a job (56.0%)
Assistance searching for a job (53.0%)

FFY 2015 State Plan Attachment 4.11 (a) Statewide Needs Assessment Page 15 of 17



FFY 2015 Attachment 4.11(a) — Results of Comprehensive Statewide Assessment of
the Rehabilitation Needs of Individuals with Disabilities and Need to Establish,
Develop, or Improve Community Rehabilitation Programs

Community college or other vocational training (41.0%)
Job coaching at work (39.0%)

Customer respondents most frequently identified the following challenges to receiving
services from DSHS/DVR;

Need more time with the VR Counselor (36.0%)

Wait a long time for services to begin (30.0%)

Do not understand all the services that are available (30.0%)
Difficulty developing an Individualized Plan for Employment (30.0%)

Staff Survey

The online survey was distributed to 247 DSHS/DVR staff. A total of 147 individuals
responded for a response rate of approximately 60.0 percent.

Staff respondents most frequently identified the following as the services that customers
require from DSHS/DVR:

Vocational counseling and guidance (86.0%)

Mental health counseling and treatment (78.0%)
Placement in to a job (77.0%)

Assistance searching for a job (66.0%)

Transportation (61.0%)

Job coaching at work (58.0%)

Social Security benefits Planning (51.0%)

Community college or other vocational training (48.0%)

Staff respondents most frequently identified the following challenges to customers receiving
services from DSHS/DVR;

Customer health issues prevent customer from regularly meeting with VR Counselor
(58.0%)

Customer does not understand all the services that are available (50.0%)

Customer disagrees with what VR services are required to achieve their employment goal

(25.0%)
Getting to DSHS/DVR office using public transportation (23.0%)

Collateral Service Provider Survey

The online survey was distributed to a wide array of organizations and agencies that
frequently jointly serve DSHS/DVR customers. A total of 355 respondents completed the
survey. A total response rate could not be calculated because it is not know the exact
number of individuals that organizations and agencies distributed the survey link to.
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The majority of collateral service provider responses came from the following entities:
WorkSource; Community Rehabilitation Programs, Developmental Disabilities Programs,
and Mental Health Providers.

Collateral service provider respondents most frequently identified the following as the
services that customers require from DSHS/DVR:

Placement in to a job (74.0%)

Job coaching at work (69.0%)

Assistance searching for a job (66.0%)
General work attitude and behavior (57.0%)
Vocational counseling and guidance (56.0%)

Collateral service provider respondents most frequently identified the following challenges to
customers receiving services from DSHS/DVR;

Customer does not understand all the services that are available (63.0%)
Customers wait a long time for services to begin (31.0%)
Customer disagrees with what VR services are required to achieve their employment goal

(24.0%)
Need more time with the VR Counselor (24.0%)
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